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PUC to revise standards for TELECOMMUNICATIONs service quality  

The California Public Utilities Commission (PUC) today opened a proceeding to revise the standards it uses to judge the reasonableness of telecommunications service quality in light of current technological and business conditions.  The proceeding will focus on service quality in areas important to customers, including timely service installation and repair, and prompt access to a customer service representative.  

The Commission last changed its service quality standards 10 years ago.  Since then, most telecommunications carriers have come to rely on automated menus to respond to customer calls, which can often frustrate customers who wish to speak directly to a company representative.  In addition, carriers have increased the use of digital equipment in their networks, which makes it possible to install and repair service more quickly.  The proceeding will examine how the PUC’s standards should be modified in light of technological changes such as these.

This proceeding will establish rules for all carriers providing retail telecommunications-related products or services to end users in California, including DSL and wireless providers.  It will also establish more uniform procedures for measuring and reporting service quality to promote comparability among carriers.  

The specific standards to be addressed will include:   

· Establishing rules when automated menus are used to respond to customer calls and to allow access to a company representative;

· Establishing standards for installation and repair of primary telephone lines, additional telephone lines, DSL lines, and other services;

· Establishing higher standards and enforcement mechanisms, such as penalties and customer credits, that ensure carriers provide high quality service to Californians;

· Establishing additional technical performance and consumer impact measures and reports that are needed to adequately measure service quality;

· Requiring all carriers to report major service outages; and 

· Establishing reporting requirements that will help the Commission measure the effectiveness of its consumer protection rules.
Initial comments on the proceeding are due in 60 days.  A final decision adopting revised rules is expected in Summer 2003.
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